In the claims 


Delete claim 1, without prejudice. 




Amend claim 2 to read as follows^, 
2. \ ( Once Currently Amended) ^ ^fe e A method of changing 
entit^ configuration information in a call center — ift 

claim — wherein — the atcp — o€ — automatically — monitoring 

cntitica^sf urthcr compr i se eing the steps of: 

autom\t ically monitoring entities of the call center 

for log ons Xnd log offs with respect to the call center ; 

dejtectingX log ons and log offs of the entities with 
respect t^o^t^he c^ll center; ^ 

modifyingX configuration information of the entities 
with-i-n-^a ^lookup ta]3vl.e based upon the detected log ons and 
log offs of^he entit\es; 

monitoring^ physical location information of entities 
based upon the configuration information within the lookup 
table to provide an electronic floor plan; 

displaying the electronic floor plan on the 
workstation of the supervisorX and 

updating the electronic \floor plan to provide and 
reflect a change in physical location information of the 
entities based upon the automat ic\moni tor ing of the log ons 
and log offs of the entities . 


Amend claim 23 to read as follows\ 
23. ( Once Currently Amended) A systeife of changing entity 
configuration in a call center, such sysnem comprising: 

means for monitoring physical location information of 
entities of the call center based upon thq log ons and log 
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offs of the entities with respect to the call center to 
provide an electronic floor plan; 

\ means for producing defined versions of the electronic 
floor plan on a supervisor workstation; and 

means for updating the electronic floor plan to 
provideX and reflect the changes in physical location 
information of the entities based upon the log ons and log 
offs of the\entities . 

Amend claina 44 to read as follows: 
44. ( Once Currently Amended) A system of changing entity 
configuration in ^ communications system, such system 
comprising: \ 

an entity monitorXwhich monitors entities for physical 
location information bas\d upon log ons and log offs of the 
entities with respect op the communication system to 
provide an electronic floor V)lan; 

a supervisors workstation that displays the electronic 
floor plan; and \ 

an informer that updates \the electronic floor plan 
displayed on the supervisors workstation to provide and 
reflect changes in physical location information of the 
entities based upon the log ons \and log offs of the 
entities. \ 
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Complete Listing of All Claims 


(Canceled) 


2.\ (Currently Amended) 5^fee__A method of changing entity 
conf a^quration information in a call center ae — — claim — t 

whcrcirv — fefee atcp automatically — monitoring cntitioo 

further (sompriseo -ing the steps of: 

automatically monitoring entities of the call center 

for log ons \nd log offs with respect to the call center; 

detecting^ log ons and log offs of the entities with 

respect to the ogll center; 

modifying configuration information of the entities 

within a lookup tajs?le based upon the detected log ons and 
log offs of the entitis^ies; 

monitoring physical location information of entities 
based upon the configuration information within the lookup 
table to provide an electispnic floor plan; 

displaying the el^tronic floor plan on the 
workstation of the supervises:; and 

updating the electronicX floor plan to provide and 
reflect a change in physical \location information of the 
entities based upon the automatiV: monitoring of the log ons 
and log offs of the entities , 


3. (Original) The method of changing entity configuration 
information as in claim 2 whereVn physical location 
information includes Cartesian coordinates, latitude and 
longitude meridians, and radius vector and angle. 


4 


4. (Original) The method of changing entity configuration 
Ninformation as in claim 2 wherein entities includes call 
center agents, consoles, printers, and facsimile machines. 

5. ^Original) The method of changing entity configuration 
information as in claim 2 wherein the electronic floor plan 
includes bit map image, vector graphics, object oriented 
graphics, and VRML representation of the call center. 

6. (Original Vrhe method of changing entity configuration 
information as \n claim 2 wherein the step of monitoring 
changes further comprises comparing physical location at a 
second time with physical location at a first time. 

7. (Original) The method of changing entity configuration 
information as in claim >2 wherein dating further comprises 
notifying a supervisor if \he physical location information 
has been changed. \ 

8. (Original) The method of changing entity configuration 
information as in claim 2 wherein the step of monitoring 
physical location comprises: \ 

recording physical location information; and 
retrieving the recorded physicalX location information. 

9. (Original) The method of changing entity configuration 
information as in claim 8 wherein the\ physical location 
information is entered by a call center us^r. 
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10. (Original) The method of changing entity configuration 
information as in claim 8 wherein the physical location 
\nformation is entered by a server computer. 

11 . \ (Original) The method of changing entity configuration 
information as in claim 8 wherein updating further 
compriseis : 

retrieving the recorded physical location information; 

translating the recorded physical location information 
to graphicalNf orm; and 

drawing tshe graphical form on the electronic floor 
plan. \ 

12. (Original) The rnethod of changing entity configuration 
information as in cr&im 11 wherein the recorded physical 
location information \s determined by getting physical 
location information fispm a database of call center 
information. \ 

13. (Original)The method of Changing entity configuration 
information as in claim 11 wherein the step of translating 
includes using a look-up table \to create a relationship 
between physical location information and graphical forma 

14. (Original) The method of changing^ entity configuration 
information as in claim 11 wherein thA step of translating 
further comprises determining whether tMe recorded physical 
location information contains proper Cartesian coordinates. 

15. (Original) The method of changing entiuy configuration 
information as in claim 13 wherein proper Vs information 
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that can be graphically represented on the electronic floor 
)lan. 


16. \ (Original) The method of changing entity configuration 
inf ormkt:ion as in claim 13 wherein recorded physical 
locationX information that is improper is maintained in a 
list of entities without physical location information. 

17. (OriginaljvThe method of changing entity configuration 
information as \n claim 11 wherein the step of drawing 
further comprises \he step of placing a graphical image on 
the electronic floorV^lan. 


18. (Original) The method of changing entity configuration 
information as in claim rv7 wherein the step of drawing is 
performed by using bit map Nirawing tools to produce a two- 
dimensional image of the electsronic floor plan. 

19. (Original) The method of changing entity configuration 
information as in claim 17 whereiia the step of drawing is 
performed by using VRML code to proojace a three-dimensional 
image of the electronic floor plan. 

20. (Original) The method of changing ektity configuration 
information as in claim 2 wherein the s\ep of monitoring 
further comprises identifying an ent\ty which has 
physically moved. 


21. (Original) The method of changing entity ^nfiguration 
information as in claim 2 wherein the electronia floor plan 
is updated with a prediction of physical\ location 
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information based upon a history of physical location 
rnf ormation. 

22. CS^iginal) The method of changing entity configuration 
information as in claim 2 wherein the physical location 
inf ormation\is archived and retrieved for later analysis. 

23. (Currently \ Amended) A system of changing entity 
configuration in a\call center, such system comprising: 

means for moniuoring physical location information of 
entities of the call center based upon the log ons and log 
offs of the entities wrt;h respect to the call center to 
provide an electronic floor\plan; 

means for producing defrned versions of the electronic 
floor plan on a supervisor workstation; and 

means for updating the electronic floor plan to 
provide and reflect the changes^ in physical location 
information of the entities based upcs^n the log ons and log 
offs of the entities . \ 

24. (Original) The system of changing entity configuration 
as in claim 23 wherein entities include^s call center 
agents, consoles, printers, and facsimile macnines . 

25. (Original) The system of changing entity coiaf iguration 
as in claim 23 wherein the electronic floor plan mcludes a 
bit map image, vector graphics, object oriented graphics, 
and VRML representation of the call center. \ 

26. (Original) The system of changing entity conf igurOT:ion 
as in claim 23 further comprising means for comparVng 
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piaysical location at a second time with physical location 
at a\first time. 

27. (Ori^nal) The system of changing entity configuration 
as in clai^ 23 wherein the means for updating further 
comprises meart^ for notifying a supervisor if the physical 
location informa\ion has been changed. 

28. (Original) The ^stem of changing entity configuration 
as in claim 23 wherein the means for monitoring physical 
location information further comprises: means for recording 
physical location inf ormatsion; and means for retrieving the 
physical location informatic 

29. (Original) The system of changing entity configuration 
as in claim 28 wherein the physi6^1 location information is 
entered by a call center user. 

30. (Original) The system of changingX entity configuration 
as in claim 28 wherein the physical loca^Jzion information is 
entered by a server computer, 


31. (Original) The system of changing entit^^ configuration 
as in claim 2 8 wherein the means for updating further 
comprises : \^ 

means for reading the recorded physical location 
informations- 
means for translating the recorded physical \location 
information to graphical form; and means for drawing the 
graphical form on the electronic floor plan 
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^2. (Original) The system of changing entity configuration 
as NLn claim 31 wherein the physical location information is 
storea\in a database of call center information. 

33. (Original) The system of changing entity configuration 
as in claim Nsi wherein the means for reading further 
comprises meansv for retrieving physical location 
information from a database of call center information. 

34. (Original) The system of changing entity configuration 
as in claim 31 wherein thev means for translating includes a 
look-up table of relationships between physical location 
information and graphical form\ 

35. (Original) The system of changing entity configuration 
as in claim 31 wherein the means cor translating further 
comprises means for determining whether the recorded 
physical location information contain^ proper Cartesian 
coordinates. \ 

36. (Original) The system of changing entityv configuration 
as in claim 34 wherein proper is inf ormationX that can be 
graphically represented on the electronic floor plan. 

37. (Original) The system of changing entity conf rguration 
as in claim 34 wherein recorded physical location 
information that is improper is maintained in a likt of 
entities without physical location information. . \ 

38. (Original) The system of changing entity configuration 
as in claim 34 wherein the means for drawing further\ 
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comprises means of placing a graphical image on the 
eleclsr-onic floor plan. 

39. (Original) The system of changing entity configuration 
as in claim\34 wherein the means for drawing includes bit 
map and VRML d^wings tools. 

40. (Original) The \system of changing entity configuration 
as , in claim 23 wheVein the means for monitoring further 
comprises means for \identifying an entity which has 
physically moved. 

41. (Original) The system of changing entity configuration 
as in claim 23 further comprising means for predicting 
physical location inf ormation\based upon a history of 
physical location information, 

42. (Original) The system of changii^q entity configuration 
as in claim 2 3 further comprising\ means for storing 
archived physical location information. 


43. (Original) The system of changing entity configuration 
as in claim 42 further comprising means f or^retrieving the 
archived physical location information. 


44. (Currently Amended) A system of changing entity 
configuration in a communications system, such\ system 
comprising : 

an entity monitor which monitors entities for physical 


location information based upon log ons and log of f s of \the 
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entities with respect to the communication system to 
provide an electronic floor plan; 

supervisors workstation that displays the electronic 
floor plW; and 

an informer that updates the electronic floor plan 
displayed on\the supervisors workstation to provide and 
reflect changes\in physical location information . of the 
entities based upgn the log ons and log offs of the 
entities 

45. (Original ) The system^ of changing entity configuration 
as in claim . 44 wherein \the call monitor comprises a 
programmable computer . 

46. (Original) The system of ch^ging entity configuration 
as in claim 44 wherein entitid^ includes call center 
agents, consoles, printers, and facsimile machines 

47. (Original) The system of changing entity configuration 
as in claim 44 wherein the electronic flobr plan includes a 
bit map image, vector graphics, object ors^ented graphics, 
and representation of the call center. 

48. (Original) The system of changing entity c\^nf iguration 
as in claim 44 wherein the entity monitor furthers^^ comprises 
an evaluator which compares physical location at\a second 
time with physical location at a first time. 


49. (Original) The system of changing entity configuration 
as in claim 44 wherein the informer further comprises a 

ical locaci 


notifier which alerts a supervisor if the phys 
information has changed. 


on 
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iO. (Original) The system of changing entity configuration 
as\ in claim 44 wherein the entity monitor further 
comprises : 

a recorder for storing physical location information; 

and 

a retrie^^^r for getting the stored physical location 
information. 

51. (Original) The s^tem of changing entity configuration 
as in claim 50 wherein\he informer further comprises: 

a reader which retrieves the recorded physical 
location information; 

a translator for relisting the recorded physical 
location information to graphicaSL form; and 

a drawer which places the\ graphical form on the 
electronic floor plan. 

52. (Original) The system of changing entity configuration 
as in claim 51 wherein the translator rncludes a look-up 
table of relationships between phys^ical location 
information and graphical form. 
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